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DETAILED ACTION 

1 . This is responsive to the Application filed on 1 5 December 2003. 

Claim Objections 

2. Claim 1 is objected to because of the following informalities: in line 19, "if neither 
an action nor an object are included" is believed to be a typographical error for 'if neither 
an action nor an object is included'. 



Claim Rejections - 35 USC § 101 

3. 35 U.S.C. 101 reads as follows: 

Whoever invents or discovers any new and useful process, machine, manufacture, or composition of 
matter, or any new and useful improvement thereof, may obtain a patent therefor, subject to the 
conditions and requirements of this title. 

4. Claims 1 and 17 - 22 are rejected under 35 U.S.C. 101 because the claimed 
invention is directed to non-statutory subject matter. 

Claims 1 and 17-22 are directed to "Software" (computer program) per se. 

Computer programs claimed as computer listings per se, i.e., the descriptions or 
expressions of the programs, are not physical "things." They are neither computer 
components nor statutory processes, as they are not "acts" being performed. Such 
claimed computer programs do not define any structural and functional 
interrelationships between the computer program and other claimed elements of a 
computer, which permit the computer program's functionality to be realized. 
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In contrast, a claimed computer-readable medium encoded with a computer 
program is a computer element which defines structural and functional interrelationships 
between the computer program and the rest of the computer which permit the computer 
program's functionality to be realized, and is thus statutory. 

Claim Rejections - 35 USC § 102 

5. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public 
use or on sale in this country, more than one year prior to the date of application for patent in the United 
States. 

6. Claims 1 - 22 are rejected under 35 U.S.C. 102(b) as being anticipated by 
Carpenter et al. (USPN 6,269,153). 

Claim 1 : 

Carpenter discloses software for routing calls in a call center based on a 
transaction request obtained from a natural language caller utterance, the software 
embodied in computer readable media and when executed operable to (Abstract): 

evaluate the natural language caller utterance in accordance with a statistical 
language modeling speech recognition utility ("routing system 102 receives calls from a 
caller 216 and provides information and poses questions to the caller 216 using voice 
prompts produced by the voice synthesizer 202. The caller 216 provides voice 
responses", col. 3, lines 42-46 FIG. 1 and related text); 
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determine whether the natural language caller utterance includes an action; 
determine whether the natural language caller utterance includes an object (FIG. 2 and 
related text); 

if the natural language caller utterance includes only an action, elicit a natural 
language caller utterance identifying an object ("...the caller 110 may say 'Checking 
accounts, please'. This may indicate that the call is to be directed to the New Accounts 
Department 104, where the caller 110 can inquire about opening a new checking 
account, or it may indicate that the caller 1 10 has a question about his already existing 
checking account, in which case the call should be directed to the Checking Department 
106. In this case, it is necessary for the call routing system 102 to pose a 
disambiguating question ... ", col. 3, lines 1-13); 

if the natural language caller utterance includes only an object, elicit a natural 
language caller utterance identifying an action (FIG. 5, item 504 and related text); 

if neither an action nor an object is included in the natural language caller 
utterance, prompt the caller for a natural language utterance identifying an action and 
an object (FIG. 6, item 606 and related text); 

once an action and an object have been identified, locate an intersection of the 
action and the object in an action-object matrix; determine a routing destination from a 
look-up table associated with the action-object matrix intersection; and direct the caller 
to the routing destination ("The routing module matches information received from the 
caller interface 201 against one of a plurality of documents 21 OA ... N using 
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information contained in a scoring matrix 212", col. 3, lines 31-34, FIG. 2 and related 
text). 

Claim 2: 

Carpenter discloses a method for identifying a routing destination in a service 
center (Abstract), comprising: 

prompting a user to convey a request; receiving a natural language utterance 
from the user ("routing system 102 receives calls from a caller 216 and provides 
information and poses questions to the caller 216 using voice prompts produced by the 
voice synthesizer 202. The caller 216 provides voice responses", col. 3, lines 42-46 
FIG. 1 and related text); 

comparing the natural language utterance to an action-object matrix (FIG. 2, item 
212 and related text); identifying a routing destination based upon results of the natural 
language utterance to action-object matrix comparison; and routing the user to the 
routing destination ("The routing module matches information received from the caller 
interface 201 against one of a plurality of documents 21 OA ... N using information 
contained in a scoring matrix 212", col. 3, lines 31-34, FIG. 2 and related text). 

Claim 3: 

Carpenter discloses the method of claim 2, further comprising: querying the 
action-object matrix to identify related objects if only an action and not an object is 
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included in the natural language utterance; and prompting the user for selection of a 
related object (FIG. 5, item 504 and related text). 

Claim 4: 

Carpenter discloses the method of claim 2, further comprising: querying the 
action-object matrix to identify related actions if an object and not an action is included 
in the natural language utterance; and prompting the user for selection of a related 
action ("...the caller 1 10 may say 'Checking accounts, please'. This may indicate that 
the call is to be directed to the New Accounts Department 104, where the caller 1 10 can 
inquire about opening a new checking account, or it may indicate that the caller 1 10 has 
a question about his already existing checking account, in which case the call should be 
directed to the Checking Department 106. In this case, it is necessary for the call routing 
system 102 to pose a disambiguating question ... ", col. 3, lines 1-13). 

Claim 5: 

Carpenter discloses the method of claim 2, further comprising initiating a 
disambiguation dialog with the user where an action-object combination cannot be 
found in the action-object matrix (FIG. 2, item 208 and related text). 

Claim 6: 

Carpenter discloses the method of claim 2, further comprising identifying at least 
one of an action, an object and an action-object combination using a statistical language 
modeling speech recognition utility (FIG. 2, item 204 and related text). 
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Claim 7: 

Carpenter discloses a system for routing a service center user based on a 
natural language request (Abstract), comprising: 

at least one processor; memory operably associated with the at least one 
processor; a program of instructions storable in the memory and executable by the 
processor (FIG. 3 and related text), 

the program of instructions operable to identify a task to be performed from a 
natural language user request and a task matrix and to direct the user to a service 
center agent for performance of the task (Abstract). 

Claim 8: 

Carpenter discloses the system of claim 7, further comprising the program of 
instructions operable to: identify an action-object combination from the natural language 
user request; and locate a service agent to perform the task based on the identified 
action-object combination and the task matrix (FIG. 2, items 206 , 212, and related text). 

Claim 9: 

Carpenter discloses the system of claim 7, further comprising the service center 
agent operable to provide automated user assistance in performance of the task 
("automatic call routing", Abstract). 

Claim 10: 
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Carpenter discloses the system of claim 7, further comprising the service center 
agent operable to provide technician assisted performance of the task (FIG. 2, item 214 
and related text). 

Claim 11: 

Carpenter discloses the system of claim 7, further comprising the task matrix 
including a plurality of available service center actions each cross-referenced with one 
or more objects creating action-object combinations and where the action-object 
combinations define tasks available from a service center agent (FIG. 2, item 212 and 
related text). 

Claim 12: 

Carpenter discloses the system of claim 1 1 , further comprising the program of 
instructions operable to reference a look-up table containing service center agent 
routing destinations in response to a match between an action and an object in the 
natural language utterance and an action-object combination in the action-object matrix 
(FIG. 2, items 218 and related text). 

Claim 13: 

Carpenter discloses the system of claim 7, further comprising the program of 
instructions operable to identify at least one of an action or an object in the natural 
language utterance to identify the task to be performed (FIG. 2, item 204 and related 
text). 
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Claim 14: 

Carpenter discloses the system of claim 7, further comprising the program of 
instructions operable to prompt the user for at least one additional natural language 
user request in response to identifying an action and no object in the natural language 
user utterance (FIG. 5, item 504 and related text). 

Claim 15: 

Carpenter discloses the system of claim 7, further comprising the program of 
instructions operable to prompt the user for at least one additional natural language 
user request in response to identifying an object and no action in the natural language 
user utterance ("...the caller 110 may say 'Checking accounts, please'. This may 
indicate that the call is to be directed to the New Accounts Department 104, where the 
caller 1 10 can inquire about opening a new checking account, or it may indicate that the 
caller 110 has a question about his already existing checking account, in which case the 
call should be directed to the Checking Department 106. In this case, it is necessary for 
the call routing system 102 to pose a disambiguating question ... ", col. 3, lines 1-13). 

Claim 16: 

Carpenter discloses the system of claim 7, further comprising the program of 
instructions operable to prompt the user for confirmation of the identified task requested 
("If the original query 404 is car loans', for example, the question produced may be 
Would that be new car loans?" ... ", col. 10, lines 52-59). 
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Claim 17: 

Carpenter discloses software for routing users to an appropriate service center 
destination (Abstract), the software stored in computer readable media and when 
executed operable to: 

match a transaction request derived from a natural language utterance to a 
transaction option in a transaction option matrix ("the system matches a query to a 
document based on a match of the terms contained in the query with the terms 
contained in the document", col. 2, lines 11-23); 

and facilitate connection between the user and a service module operable to 
effect processing of the requested transaction (Abstract). 

Claims 18-22: 

Claims 18-22 are similar in scope and content to claims 8-16 and are rejected 
with the same rationale. 

Conclusion 

7. The prior art made of record and not relied upon is considered pertinent to 

applicant's disclosure. 

Halverson et al. (USPN 6,742,021) discloses the navigation of electronic data by 
means of spoken natural language requests, and to feedback mechanisms and 
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methods for resolving the errors and ambiguities that may be associated with 
such requests. 

Bers et al. (USPN 6,895,083) discloses a system and method of routing of 
telephone calls based on identified caller goals and the cost and/or benefit of 
routing the call to a customer care call center best equipped to respond to the 
needs of the caller. 

Dumoulin (USPN 6,856,957) discloses a method and apparatus for using output 
of an automatic speech recognizer to improve a query in a call routing or 
information retrieval system. 

8. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Samuel G. Neway whose telephone number is 571-270- 
1058. The examiner can normally be reached on Monday - Friday 8:30AM - 5:30PM 
EST. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, David R Hudspeth can be reached on 571-272-7843. The fax phone 
number for the organization where this application or proceeding is assigned is 571- 
273-8300. 
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Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Service Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 
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